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Follow-up: Current Expenses for Service Desk and Desktop 
Support by Agency – Attachment 1

$17,643,976.36Total 
$2,109,680.61Transportation

$144,272.02Community and Culture

$158,973.98Insurance

$0.00Financial Institutions

$231,870.08Commerce

$98,394.20Labor Commission

$359,098.47Alcohol and Beverage Control

$2,738,954.83Workforce Services

$104,149.84Agriculture

$562,254.50Natural Resources

$358,221.31Environmental Quality

$1,304,095.73Corrections

$1,308,378.03Health

$2,551,096.94Human Services

$202,630.37National Guard

$986,400.81Public Safety

$0.00Human Resource Management

$1,099,244.78Tax Commission

$2,993,010.34DET

$176,022.74Administrative Services

$157,226.79Governor's Office

Desktop / Service 
Desk 

Agency Name 
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Follow-up: IT Cost Relationship Analysis –
Attachment 2
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Follow-up: Total DTS expenses by service –
Attachment 3 (Enterprise Rate Schedule)
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Follow-up: Agency Impact of 3 different 
billing units for Service Desk
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Service Level Agreements (SLAs)

• SLAs are considered a standard in IT service management 
(private and public) to establish clearly defined and 
agreed-upon IT services to customers.

• Defines the relationship between cost and service 
enabling Agencies to make better business decisions.

• Defines key areas of activity that represent the most 
important service levels expected by users.

• For each area, a level of performance is agreed, 
representing the minimum level of service provided and 
their associated metrics.

• Designed to be easily understood by all parties to ensure 
ongoing discussion, evaluation, and improvement.
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SLA Overview (Cont’d)

SLAs ensure that DTS and the customer Agency have a 
common:
– Understanding of the levels of service required in 

the key areas of operating the service
– Approach in measuring the levels of service 

provided where service level definitions are easily 
defined and measurable

– Understanding of pricing that is aligned with 
service-level priorities



8

DTS Timeline for SLA Establishment

October 2007 Work with Agency IT Service 
Directors to develop initial 
customer-focused SLAs

Nov.-Jan. 2008 Establish SLA drafts with each 
Agency

February 2007 Validate SLAs with DTS Solutions 
Delivery functions

March - April 2008 Review and discuss SLAs with Agency 
Directors

May 2008 Follow-up and finalize SLAs
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Agency Impacts

Comparison of 3 different 
billing units for Service 

Desk – Attachment 4
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FY 2008 – FY 2009 
Enteprise Rate 

Crosswalk 
(Attachment 5)
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Open Discussion
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For Approval: New FY 2008 Enterprise Rates

Technical and Office Automation Training

Office Automation Tools
(Microsoft Word, Excel, PowerPoint, GroupWise, etc.)
PROPOSED RATES:
– ½ day session: $35.00/seat
– Full-day session: $70.00/seat
– Custom course: $50.00/hour

Online Technical Training
(2,000 different courses available)
PROPOSED RATES:
– Individual account: $495/year
– Group account: $695/year

Training Room Reservation
PROPOSED RATES:

$50.00/hour
$100.00/day
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For Approval: New FY 2008 Enterprise 
Rates

Utah Reference Network GPS (TURNGPS)
• Connects multiple, permanently located GPS 

receivers for precision applications
• Eliminates need to setup temporary base stations
• Recommended by the Utah GPS Advisory 

Committee
• Proposed rate below national average
• Services Began in July 2007

PROPOSED RATE
Device Connection to Network: $300.00/year
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For Approval: FY 2009 Enterprise Rates
Attachment 3
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For Approval: FY 2009 Agency Service Rates
Attachment 6

Direct Monthly Billing for:
• Agency IT Service Director
• Direct Billable Staff (e.g. eRep)
• DTS Administrative Staff

$6,989,340.60 Total

$3,423,581.11 Workforce Services

$508,057.06 Transportation

$259,216.52 Tax Commission

$236,307.94 Public Safety

$127,094.04 Natural Resources

$0.00 National Guard

$129,475.88 Labor Commission

$119,349.74 Insurance

$426,160.74 Human Services

$79,796.59 Human Resource Management

$243,662.54 Health

$133,586.04 Governor's Office

$122,966.74 Financial Institutions

$205,627.20 Enviromental Quality

$318,838.11 Corrections

$206,232.46 Community and Culture

$118,221.65 Commerce

$0.00 Board of Pardons

$140,864.80 Alcohol and Beverage Control

$110,504.85 Agriculture

$79,796.59 Administrative Services

Service RateAgency


